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(54) CALL CENTER WORK CONSIGNMENT USE CHARGING SYSTEM 


(57) An operator number setting control unit 45 sets 
the number of contracted operators for a commissioned 
call center service in response to a request of a user. A 
log-in time collecting control unit 42 calculates the log- 
in time of the operator. A log-in time computing unit 43 
adds respective log-in times for each user. A billed serv- 
ice charge computing device 44 calculates an amount 


of charge billed in accordance with the total sum of log- 
in time added for each user. A charge is calculated and 
billed as such for the amount of use of commissioned 
call center services in accordance with the usage pat- 
tern of users, thereby promoting the commissioning of 
call center services and making it possible to operate a 
call center system without a huge amount of capital in- 
vestment. 
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Description 

TECHNICAL FIELD 

[0001] The present invention relates to a call center 
commissioned-service charge billing method for billing 
a charge to one or more users commissioning a call 
center service. More particularly, the present invention 
relates to a call center commissioned-service charge 
billing method, a call center com missioned -service 
charge billing system, and a computer readable storage 
medium, having a computer program stored thereon, re- 
lated to the call center commissioned-service charge 
billing system, all of which serve to calculate and bill a 
charge for the amount of use of commissioned call cent- 
er services in accordance with the usage pattern of us- 
ers, thereby promoting the commissioning of call center 
services and making it possible to provide a technique 
of operating a call center system without a huge amount 
of capital investment. 

BACKGROUND ART 

[0002] A call center system is largely divided into in- 
bound service and outbound service. 
[0003] The inbound service is to receive customer-in- 
itiated telephone calls and others. In the inbound serv- 
ice, facisimile and electronic mail are also received in 
addition to telephone calls. Accordingly, utilized are op- 
erators, voice response devices, facsimile machines, 
and electronic mail related devices. 
[0004] On the other hand, the outbound service is to 
handle outgoing calls from call centers. For the outgoing 
calls, use is made of the predictive calling function typ- 
ical of the projected calling and the preview calling func- 
tion for an operator to confirm a called receiver and then 
provide a calling service by the intention of the operator. 
In addition, there is also available a system provided 
with ah inbound function for receiving only inbound calls 
from customers, and with a blend function that enables 
both services of the predictive calling function and the 
inbound function. 

[0005] For a conventional call center system, facilities 
such as a PBX, voice response device, CTI server, mail 
server, facsimile server, and predictive calling device 
are purchased to construct the system in order to pro- 
vide inbound and/or outbound services. This has re- 
quired a significant capital investment and operations of 
the call center system for a long period of time to turn 
the system into a profit center in order to recoup the cap- 
ital investment. 

[0006] Furthermore, in both the inbound and out- 
bound services, there occur variations in the services 
such as busy and idle periods. This has often led to such 
a case where effective use of the facilities is not made. 


DISCLOSURE OF THE INVENTION 

[0007] The present invention was developed to solve 
the aforementioned conventional problems, ft is there- 

5 fore an object of the present invention to provide a call 
center commissioned-service charge billing system that 
serves to calculate and bill a charge for the amount of 
use of commissioned call center services in accordance 
with the usage pattern of users, thereby promoting the 

10 commissioning of call center services and making it pos- 
sible to operate a call center system without a huge 
amount of capital investment. 

[0008] First, the call center commissioned-service 
charge billing method according to the first invention of 

15 the present application is a method for billing a charge 
to one or more users commissioning a call center serv- 
ice. The method solves the aforementioned problems 
by comprising the steps of setting the number of con- 
tracted operators for a commissioned call center service 

20 in response to a request of the user; calculating a log- 
in time of the operator; adding respective log-in times 
for each user; and calculating an amount of charge billed 
in accordance with the total sum of log-in time added for 
each user. 

25 [0009] In addition, the call center 

nnmmiccinnoH.con/. 

ice charge billing method according to the second in- 
vention of the present application is a method for billing 
a charge to one or more users commissioning a call 
center service. The method solves the aforementioned 

30 problems by comprising the steps of setting the number 
of contracted operators for a commissioned call center 
service in response to a request of the user; calculating 
the number of effective connections through which the 
operators have succeeded in contacting with a custom- 

35 er; adding respective number of times of contact for 
each user; and calculating an amount of charge billed 
in accordance with the total number of times of contact 
added for each user. 

[0010] Next, the call center commissioned-service 

40 charge billing system according to the third invention of 
the present application is a system for billing a charge 
to one or more users commissioning a call center serv- 
ice. The system solves the aforementioned problems by 
comprising means for setting the number of contracted 

4 5 operators for a commissioned call center service in re- 
sponse to a request of the user; means for calculating 
a log-in time of the operator; means for adding respec- 
tive log-in times for each user; and means for calculating 
an amount of charge billed in accordance with a total 

50 sum of log-in time added for each user. 

[001 1] In addition, the call center commissioned-serv- 
ice charge billing system according to the fourth inven- 
tion of the present application is a system for billing a 
charge to one or more users commissioning a call center 

55 service. The system solves the aforementioned prob- 
lems by comprising means for setting the number of 
contracted operators for a commissioned call center 
service in response to a request of the user; means for 
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calculating the number of effective connections through 
which the operators have succeeded in contacting with 
a customer; means for adding respective number of 
times of contact for each user; and means for calculating 
an amount of charge billed in accordance with the total 
number of contacts added for each user. 
[0012] Next, the computer readable storage medium 
according to the fifth invention of the present application 
solves the aforementioned problems by providing a 
computer readable storage medium having a computer 
program stored thereon for implementing the call center 
commissioned-service charge billing system according 
to the aforementioned third or fourth invention. 
[001 3] The action of the present invention is briefly ex- 
plained below. 

[0014] The present invention provides a method and 
system for billing a charge to one or more users com- 
missioning a call center service. With this method and 
system, a charge is billed in response to actually pro- 
vided respective inbound and outbound services to a us- 
er commissioning a call center service. This makes it 
possible to operate a call center system without a huge 
amount of capital investment. 

[0015] In addition, in the present invention, the log-in 
time of an operator is calculated and respective log-in 
times are added to yield the total for each user, then an 
amount of charge billed being calculated in accordance 
with the total log-in time. Alternatively, the number of 
times of effective contact of an operator with a customer 
is calculated and a respective number of times of con- 
tact is added as the total for each user, then the amount 
of charge billed being calculated in accordance with the 
total number of times of contact. 

[0016] For outbound services in a call center, different 
handling contents require different operation time peri- 
ods. For example, outbound calls aimed at housewives 
may be provided during daytime, however, those aimed 
at workers would need to be provided after their work or 
during weekends. In addition, outbound services have 
to be provided, for example, seasonally for a summer 
gift sales battle and during a particular period of time for 
an election campaign. According to the present inven- 
tion, a commissioned call center service can be provid- 
ed when desired for operation. In addition, since the 
charge is calculated for the time logged in by an opera- 
tor, the amount of the cost for commissioned services 
corresponds to the effect that is obtained by operating 
the call center, thereby providing an economical merit 
to the commissioning party in this point. 
[0017] In addition, for inbound services in a call cent- 
er, different handling contents cause different periods of 
time during which a greater amount or less amount of 
customer-initiated inbound calls occur. In the case of in- 
bound services, some calls may be received even dur- 
ing daytime when housewives are targeted, however, 
when workers are targeted, a less amount of calls may 
be received but a larger amount of calls may be received 
after their work or during weekends. According to the 


present invention, since the charge is calculated in re- 
sponse to the number of times of effective connections 
through which an operator is able to contact with cus- 
tomers, the amount of the cost for commissioned serv- 

5 ices corresponds to the effect that is obtained by oper- 
ating the call center, thereby providing an economical 
merit to the commissioning party in this point. 
[0018] As described above, according to the present 
invention, a charge is calculated and billed for the 

10 amount of use of commissioned call center services in 
accordance with the usage pattern of users, thereby 
promoting the commissioning of call center services and 
making it possible to provide a technique of operating a 
call center system without a huge amount of capital in- 

15 vestment. 

[0019] Incidentally, being logged-in is the state of an 
operator in which the operator is seated at his or her 
own place and available for serving a customer (or the 
state available for handling services). For example, the 

20 operator himself or herself can conduct a "log-in activity" 
at a particular device, thereby indicating that the oper- 
ator has turned into the state available for handling serv- 
ices. On the other hand, when the operator is going to 
leave his or her seat or to be in the state of being una- 

25 vailable for handling services, the operator himself or 
herself can conduct a "log-out activity" at a particular 
device, thereby indicating that the operator has turned 
into that state. 

[0020] In addition, the effective connection through 

30 which the operator can contact with a customer may be 
defined in a variety of ways. In addition, depending on 
the contents of definition, it is also possible to determine 
automatically whether or not a connection is effective. 
For example, the effective connection may be defined 

35 as a call with a customer for a predetermined period of 
time or more. In this case, it is also possible to measure 
the period of time for a connection and determine auto- 
matically whether or not the connection is an effective 
one. In addition, the effective connection may be defined 

40 as a call when the address and name of a customer are 
obtained. In this case, it is also possible to determine a 
call automatically as an effective connection when an 
operator has entered the address and name of a cus- 
tomer into a computer. Alternatively, for purposes of re- 

45 ceiving an order for a merchandize such as in a recep- 
tion of a mail order, upon connection to a customer, a 
case where an order for a merchandize has been actu- 
ally obtained may be defined as an effective connection. 
In this case, it is also possible to determine a call auto- 

50 matically as the effective connection when an operator 
has entered the address and name of a customer relat- 
ed to the order for the merchandize into a computer. It 
is possible to state the definition of such effective con- 
nections in a contract when signed for commissioning 

55 call center services. 
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BRIEF DESCRIPTION OF THE DRAWINGS 
[0021] 

FIG. 1 is a block diagram illustrating the configura- 5 
tion of a call center system common to first to fourth 
embodiments to which the present invention is ap- 
plied; 

FIG. 2 is a block diagram illustrating the configura- 
tion of the first embodiment; w 
FIG. 3 is a block diagram illustrating the configura- 
tion of the second embodiment; 
FIG. 4 is a block diagram illustrating the configura- 
tion of the third embodiment; 

FIG. 5 is a block diagram illustrating the configura- 15 
tion of the fourth embodiment; 
FIG. 6 is a flowchart illustrating the processing in an 
operator number setting control unit; 
FIG. 7 is a diagram illustrating an operator number 
management table to be employed in these embod- 20 
iments; 

FIG. 8 is a flowchart illustrating the processing in a 
log-in time collecting control unit according to these 
embodiments; 

FIG. 9 is a diagram illustrating a log-in time man- 25 
agement table to be employed in these embodi- 
ments; 

FIG. 10 is a diagram illustrating the format of an 
electronic message to be sent from a CTI control 
device to the log-in time collecting control unit in 30 
these embodiment; 

FIG. 11 is a diagram illustrating the format of an 
electronic message to be sent from the log-in time 
collecting control unit to the CTI control device in 
these embodiment; 35 
FIG. 12 is a flowchart illustrating the processing in 
the log-in time computing unit according to these 
embodiments; 

FIG. 13 is a diagram illustrating a site number man- 
agement table to be employed in these embodi- 40 
ments; 

FIG. 14 is a flowchart illustrating the processing in 
a billed service charge computing device according 
to these embodiments; 

FIG. 15 is a diagram illustrating a table of amount 45 
billed per each campaign, to be employed in these 
embodiments; 

FIG. 16 is a diagram illustrating a site-by-site table 
of amount billed per day and month, to be employed 
in these embodiments; " 50 

FIG. 17 is a diagram illustrating an operator-by-op- 
erator table of amount billed per month, to be em- 
ployed in these embodiments; 
FIG. 1 8 is a graph showing the amount billed for one 
hour logged in by a single operator in these embod- 55 
iments; and 

FIG. 19 is a diagram illustrating the amount billed 
for one hour logged in by a single operator in these 


embodiments. 

BEST MODE TO CARRY OUT THE INVENTION 

[0022] Now, embodiments of the present invention 
will be explained below in detail with reference to the 
drawings. 

[0023] FIG. 1 is a block diagram illustrating the con- 
figuration of a call center system according to the em- 
bodiments to which the present invention is applied. In 
this figure, the functional configuration is shown which 
is common to first to fourth embodiments, described lat- 
er. 

[0024] A call center apparatus according to these em- 
bodiments comprises a PBX (Private Branch ex- 
change) 7, a plurality of operator devices 10, a CTI 
(Computer Telephony Integration) server device 20, a 
Web server device 22, a mail server device 24, and a 
charge billing device 40. Of these, the CTI server device 
20, the Web server device 22, the mail server device 24, 
and the charge billing device 40 are connected to each 
other via a LAN (Local Area Network) 2A. 
[0025] In addition, for example, a connecting device 
1 8A or a connecting device 1 8B may be provided on the 

I AM OA I AM OD • 

— - * 3 ^i-> at> appropriate, respectively, as 

shown in FIG. 1 , thereby allowing the connecting device 
1 8A and the connecting device 1 8B to connect the LAN 
2A and the LAN 2B to each other. For example, in these 
embodiments, a WAN (Wide Area Network) connects 
between the connecting devices 18A and 18B. Alterna- 
tively, any other communication means may connect be- 
tween the connecting devices 18A and 18B. 
[0026] Furthermore, the operator device 1 0 has a tel- 
ephone 12 used by an operator to service customer 
calls, and a client device 14, used by an operator upon 
servicing customer calls, for displaying necessary infor- 
mation stored in a DB (Data Base) server device 1 7. In- 
cidentally, the LAN 2B connects between the client de- 
vice 14 arranged for each operator and the DB (Data 
Base) server device 17. 

[0027] In addition, the CTI server device 20 has a CTI 
control device 32, a pacing control device 34, and a da- 
tabase management device 36. 

[0028] An inbound service call connected by a cus- 
tomer 3 over the public switched telephone network 1 is 
received by the PBX 7. At this time, the CTI control de- 
vice 32 of the CTI server device 20 controls the PBX 7 
over the public switched telephone network 1 , a path via 
the connecting devices 1 8A and 1 8B, or other dedicated 
communications line in order to thereby determine 
which operator device 10 to allow its telephone 12 to 
receive the call. In addition, for example, when a calling 
customer can be distinguished based such as on a caller 
number notification provided by the public switched tel- 
ephone network 1 , it is possible to automatically display 
customer information regarding the calling customer on 
the client device 14 for an operator. 
[0029] In addition, for the outbound service, in the CTI 
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server device 20, the pacing control device 34 provides 
predictive calling or preview calling based on informa- 
tion that the database management device 36 has. The 
CTI control device 32 of the CTI server device 20 con- 
trols the PBX 7 over the public switched telephone net- 
work 1 , a path via the connecting devices 1 8A and 1 8B t 
or other dedicated communications line in order to 
thereby allow the telephone 12 of any one operator de- 
vice 1 0 to receive the call connected to the customer 3 
by the calling. In addition, at this time, information for 
distinguishing the calling customer 3 is sentfrom the CTI 
server device 20 to the operator device 1 0, thereby mak- 
ing it possible to automatically display the customer in- 
formation regarding the corresponding customer 3 on 
the client device 14 for an operator. 
[0030] FIG. 2 is a block diagram illustrating the con- 
figuration of the first embodiment to which the present 
invention is applied. 

[0031] In the first embodiment, two separate call cent- 
er apparatus 5 are provided, each of which comprises 
the PBX 7 and a plurality of operator devices 10 (not 
shown). It is also acceptable to provide more than two 
separate call center apparatus 5. In addition, one CTI 
server device 20 is provided for the plurality of separate 
call center apparatus 5. The CTI server device 20 com- 
prises the CTI control device 32, the pacing control de- 
vice 34, and the database management device 36. Fur- 
thermore, the charge billing device 40 comprising a log- 
in time collecting control unit 42, a log-in time computing 
unit 43, a billed service charge computing device 44, 
and an operator number setting control unit 45 is pro- 
vided separately from the CTI server device 20. 
[0032] In this embodiment, a WAN that employs the 
connecting device 18A, the connecting device 18B, or 
other equivalent device or communication network con- 
nects between the separate call center apparatus 5 and 
the CTI server device 20 and between the CTI server 
device 20 and the charge billing device 40. Alternatively, 
other communication means may connect between 
them. 

[0033] FIG. 3 is a block diagram illustrating the con- 
figuration of the second embodiment to which the 
present invention is applied. 

[0034] In the second embodiment, two separate call 
center apparatus 5 are provided, each of which com- 
prises the PBX 7 and a plurality of operator devices 10 
(not shown). It is also acceptable to provide more than 
two separate call center apparatus 5. In addition, one 
CTI server device 20 is provided for the plurality of sep- 
arate call center apparatus 5. Furthermore, the charge 
billing device 40 comprising the log-in time collecting 
control unit 42, the log-in time computing unit 43, the 
billed service charge computing device 44, and the op- 
erator number setting control unit 45 is provided inside 
the CTI server device 20. 

[0035] In this embodiment, a WAN that employs the 
connecting device 18A, the connecting device 18B, or 
other equivalent device or communication network con- 


nects between the separate call center apparatus 5 and 
the CTI server device 20. Alternatively, other communi- 
cation means may connect between them. 
[0036] FIG. 4 is a block diagram illustrating the con- 
5 figuration of the third embodiment to which the present 
invention is applied. 

[0037] In the third embodiment, the CTI server device 
20 is provided in the separate call center apparatus 5 in 
addition to the fundamental configuration of the call 

10 center apparatus 5, each of which comprises the PBX 
7 and a plurality of operator devices 10 (not shown) . 
The CTI server device 20 comprises the CTI control de- 
vice 32, the pacing control device 34, and the database 
management device 36. In addition, one charge billing 

15 device 40 is provided to one separate call center appa- 
ratus 5 having such a configuration or a plurality of sep- 
arate call center apparatus 5. The charge billing device 
40 comprises the log-in time collecting control unit 42, 
the log-in time computing unit 43, the billed service 

20 charge computing device 44, and the operator number 
setting control unit 45. 

[0038] in this embodiment, a WAN that employs the 
connecting device 18A, the connecting device 18B, or 
other equivalent device or communication network con- 

25 nects between the separate call center apparatus 5 and 
the charge billing device 40. Alternatively, other commu- 
nication means may connect between them. 
[0039] FIG. 5 is a block diagram illustrating the con- 
figuration of the fourth embodiment to which the present 

30 invention is applied. 

[0040] In the fourth embodiment, there are provided 
two CTI server devices 20 to which one or more sepa- 
rate call center apparatus 5 are connected, each of 
which comprises the PBX 7 and a plurality of operator 

35 devices 10 (not shown). It is also acceptable to provide 
more than two CTI server devices 20. The CTI server 
device 20 comprises the CTI control device 32, the pac- 
ing control device 34, and the database management 
device 36. In addition, one charge billing device 40 is 

40 provided to a plurality of CTI server devices 20. The 
charge billing device 40 comprises the log-in time col- 
lecting control unit 42, the log-in time computing unit 43, 
the billed service charge computing device 44, and the 
operator number setting control unit 45. 

45 [0041] In this embodiment, a WAN that employs the 
connecting device 18A, the connecting device 18B, or 
other equivalent device or communication network con- 
nects between the separate call center apparatus 5 and 
the CTI server device 20 and between the CTI server 

so device 20 and the charge billing device 40. Alternatively, 
other communication means may connect between 
them. 

[0042] The common portion to these first to fourth em- 
bodiments is explained below. 
55 [0043] FIG. 6 is a flowchart illustrating the processing 
in an operator number setting control unit 45 according 
to the embodiments described above. 
[0044] In this figure, in step 140, the number of oper- 
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ators is set for each site. In the operator number man- 
agement table as shown in FIG. 7, this setting is per- 
formed by writing data or the number of operators N into 
the record of the corresponding site indicated by a site 
number. 

[0045] Incidentally, the site is the unit of users that 
commissions call center services, serving as a unit to 
which the charge for the commissioned call center serv- 
ice is billed. Alternatively, the site may be defined as a 
separate location where each of the separate call center 
apparatus 5 is installed. In addition, the number of op- 
erators N is the number of contracted operators under 
a contract with each user commissioning call center 
services, or the number of operators provided for the 
call center service commissioned by the user. 
[0046] FIG. 8 is a flowchart illustrating the processing 
in a log-in time collecting control unit 42 according to 
these embodiments. 

[0047] In this flowchart, first, in step 110, the system 
reads the number of operators N which has been written 
in the operator number management table by the oper- 
ator number setting control unit 45. In step 112, the log- 
in time management table shown in FIG. 9 is initialized. 
[0048] In the log-in time management table, a record 
is constructed for each operator. In addition, each record 
is made up of data on a site number indicative of the site 
to which an operator is allocated or belongs, an operator 
ID for identifying the operator, a campaign ID for identi- 
fying the campaign to which the operator is allocated, a 
campaign identifier for identifying the type of campaign 
to which the operator is allocated, a time of day when 
he or she logs in, and a log-in time. 
[0049] Incidentally, in these embodiments, the type of 
campaign is classified into an outbound service utilizing 
the predictive calling function, an outbound service uti- 
lizing the preview calling function, an inbound service, 
and a blend service or a mixture of these outbound and 
inbound services. 

[0050] Incidentally, being logged-in is the state of an 
operator in which the operator is seated at his or her 
own place and available for operations of the operator 
device 10 such as the telephone 12 and client device 
1 4 (or the state available for handling services). The op- 
erator himself or herself conducts a particular "log-in ac- 
tivity" at the client device 1 4, thereby indicating that the 
operator has turned into that state. In addition, when the 
operator is going to leave his or her seat or to be in the 
state of being unavailable for handling services, the op- 
erator himself or herself conducts a particular "log-out 
activity" at the client device 14, thereby indicating that 
the operator has turned into the state. 
[0051] In step 114, it is determined whether the pro- 
gram above a program that implements the log-in time 
collecting control unit 42 has been executed. If the ex- 
ecution has been completed, the entire processing of 
FIG. 8 is ended. If the execution has not been complet- 
ed, the process proceeds to the subsequent step 116. 
[0052] In step 116, the log-in time collecting control 


unit 42 receives the electronic message as shown in 
FIG. 10 from the CTI control device 32. The electronic 
message is made up of a site number, an operator ID, 
an electronic message identifier, a campaign ID, and a 
5 campaign identifier. When an electronic message iden- 
tifier indicates a log-in, the electronic message is called 
a log-in electronic message. On the other hand, when 
an electronic message identifier indicates a log-off, the 
electronic message is called a log-off electronic mes- 
10 sage. Such an electronic message makes it possible to 
recognize a new log-in or log-off of an operator indicated 
by an operator ID at a site designated by a site number. 
[0053] Furthermore, in step 116, the log-in time col- 
lecting control unit 42 receives the electronic message 
15 and then sends the electronic message of FIG. 1 1 to the 
CTI control device 32 as the response to the received 
electronic message. The electronic message is made 
up of an operator ID and a result code. 
[0054] Then, in step 1 1 8, it is determined whether the 
20 number of currently log-in operators is greater than N 
that has been read from the operator number manage- 
ment table in the site indicated by the received electronic 
message. If the number has been determined to be 
greater than N, the process branches to the front of step 
25 114. If the number has been determined to be less than 
N, then the process proceeds to step 1 20. 
[0055] In step 1 20, it is determined whether the elec- 
tronic message currently received from the CTI control 
device 32 is a log-in electronic message. 
30 [0056] If it is a log-in electronic message, then in step 
122, identified is the record in the log-in time manage- 
ment table of the operator indicated by an operator ID 
in the site designated by the site number of the electron- 
ic message. In addition, in step 124, the log-in time of 
35 the record is registered. After that, the process branches 
to the front of the step 114. 

[0057] If it has been determined in step 120 that the 
electronic message is not a log-in electronic message, 
it is then determined in step 130 whether the electronic 

40 message currently received from the CTI control device 
32 is a log-off electronic message. 
[0058] If the electronic message is a log-off electronic 
message, then identified in step 132 is the record in the 
log-in time management table of the operator indicated 

45 by the operator ID at the site designated by the site 
number of the electronic message. In addition, in step 
1 34, the log-in time of the operator is calculated and set 
to the record in the log-in time management table. After 
that, the process branches to the front of step 114. 

50 [0059] On the other hand, if it has been determined in 
step 130 that the electronic message is not a log-off 
electronic message, then the process branches to the 
front of step 114. 

[0060] As described above, the processing in the 
55 flowchart performed in the log-in time collecting control 
unit 42 allows the log-in time of individual operators to 
be calculated and stored in the log-in time management 
table. 
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[0061] FIG. 12 is a flowchart illustrating the process- 
ing in the log-in time computing unit 43 according to 
these embodiments. 

[0062] First, in step 1 52, the number of sites M is read 
from the site number management table as shown in 
FIG. 13. The number of sites is handled in the charge 
billing device 40 and managed in the operator number 
management table shown in FIG. 7, or the number of 
effective records in the operator number management 
table. Incidentally, the setting of the site number man- 
agement table may be conducted in the processing of 
FIG. 6, subsequent to step 140, by the operator number 
setting control unit 45. 

[0063] In step 158, it is determined whether the 
number of times of executions of loop (the number of 
loop repetitions) processing in subsequent steps 160 
and 162 is greater than M. If the number has been de- 
termined to be greater than M, then the entire process- 
ing of FIG. 12 is ended. 

[0064] If the number has been determined to be less 
than or equal to M, then in subsequent step 1 60, the log- 
in time per day and month for each site is calculated. In 
addition, in subsequent step 162, the log-in time per 
month for each operator is calculated. After step 162, 
the process branches to the front of step 158. 
[0065] FIG. 14 is a flowchart illustrating the process- 
ing in the billed service charge computing device 44 ac- 
cording to these embodiments. 

[0066] First, in step 172, the number of sites M is read 
from the site number management table as shown in 
FIG. 13. In step 174, a campaign-by-campaign billed 
amount table as shown in FIG. 15 is read. In the cam- 
paign-by-campaign billed amount table, the amount 
billed to a user commissioning call center services is ac- 
cumulated by the type of campaign. 
[0067] In step 178, it is determined whether the 
number of executions of loop processing (the number 
of loop repetitions) in subsequent steps 180 and 182 is 
greater than M. If the number has been determined to 
be greater than M,then the entire processing of FIG. 14 
is ended. 

[0068] If the number has been determined to be less 
than or equal to M, then in subsequent step 180, the 
amount billed per day and month for each site is calcu- 
lated, thereby updating the corresponding record in the 
site-by-site table of amount billed per day and month. In 
the site-by-site table of amount billed per day and 
month, as a record for each operator, the amount billed 
to the user commissioning call center services is accu- 
mulated by the type of campaign. Incidentally, with each 
site being associated with a user commissioning call 
center services, the amount billed can be determined 
for each site, thereby determining the amount billed to 
each user. 

[0069] In addition, in subsequent step 182, the 
amount billed per month for each operator is calculated 
to update the corresponding record in the operator-by- 
operator table of amount billed per month as shown in 


FIG. 17 in accordance with the resulting calculation. Af- 
ter step 182, the process branches to the front of step 
178. In the operator-by-operator table of amount billed 
per month, as a record for each service date, the amount 
5 billed to the user commissioning call center services is 
accumulated by the type of campaign. 
[0070] Here, in these embodiments, the amount billed 
Y for one hour logged in by one operator is determined 
by the following equation. That is, 

10 

Y= [exp(-Xxa)xp]xy (1) 

where, in the above equation ( 1 ), X is the number of con- 

15 tracted operators in the contracted commissioned call 
center services, and a, (3, and y are Weighting factors. 
In addition, in the above equation (1), [] represents a 
function for raising decimals of the numerical value 
therein to the next whole number. 

20 [0071] For example, suppose a is 200, [3 is 100, and 
yis 1. In this case, the amount billed for one hour logged 
in by one operator, corresponding to the number of con- 
tracted operators in contracted commissioned call cent- 
er services, is as shown in FIG. 18. In addition, listing 

25 numerical values gives a table shown in FIG. 19. 

[0072] As in equation (1 ), the amount billed Y is pref- 
erably an exponential function of the number of contract- 
ed operators X. However, in the function exp() of the 
exponential function, the value inside the () is negative, 

30 thus representing an exponential function that makes 
the amount billed Y decrease as the number of opera- 
tors X increases. 

[0073] For the amount billed for one hour logged in by 
one operator being determined as such, the amount 

35 billed for one hour logged in by one operator decreases 
as the number of contracted operators for commis- 
sioned call center services increases. This is in tune with 
the real picture for the provider commissioned by call 
center services in that the operating cost per one oper- 

40 ator decreases as the number of contracted operators 
increases. 

[0074] As described above, the present invention can 
be applied effectively to these embodiments. According- 
ly, a charge is calculated and billed for the amount of 

45 use of commissioned call center services in accordance 
with the usage pattern of users, thereby promoting the 
commissioning of call center services and making it pos- 
sible to provide a technique of operating a call center 
system without a huge amount of capital investment. 

50 [0075] In addition, in these embodiments, in each 
record of the site-by-site table of amount billed per day 
and month of FIG. 16, the amount billed to each user 
commissioning call center services is accumulated by 
the type of campaign. In addition, in each record of the 

55 operator-by-operator table of amount billed per month 
of FIG. 17, the amount billed to each user commission- 
ing call center services is accumulated by the type of 
campaign. Accordingly, in these embodiments, it is pos- 
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sible to calculate the amount of charge billed by the cam- 
paign (service) . For example, it is possible to determine 
the amount of charge billed for individual inbound serv- 
ices such as the predictive calling campaign or the pre- 
view calling campaig n. Alternatively, it is possible to sim- 
ply determine the amount of charge billed for the entire 
campaign of inbound services. Alternatively, it is possi- 
ble to determine the amount of charge billed for the 
blend campaign that enables both the inbound and out- 
bound services. 

[0076] Since the amount billed to each user commis- 
sioning call center services is accumulated by the type 
of campaign as described above, it is possible to notify 
the user of the billing statement by the type of campaign. 
In addition, knowing the billing statement by the type of 
campaign, the user can analyze the effective assign- 
ment of the type of campaigns upon commissioning call 
center services and thereby reduce costs. 
[0077] In addition, in these embodiments, the elec- 
tronic message from the CTI control device 32 to the 
log-in time collecting control unit 42 makes it possible 
to notify a connection (contact) with the customer 3 in 
outbound services and a connection (contact) with the 
customer 3 in inbound services. This allows the charge 
billing device 40 to collect the number of contacts at 
each site, and to determine the amount of charge billed 
to a user commissioning call center services in accord- 
ance with the collected result. 

INDUSTRIAL APPLICABILITY 

[0078] According to the present invention, a charge is 
calculated and billed for the amount of use of commis- 
sioned call center services in accordance with the usage 
pattern of users, thereby promoting the commissioning 
of call center services and making it possible to provide 
a technique of operating a call center system without a 
huge amount of capital investment. 


Claims 


A call center commissioned-service charge billing 
method for billing a charge to one or more users 
commissioning a call center service, comprising the 
steps of: 

setting a number of contracted operators for a 

commissioned call center service in response 

to a request of the user; 

calculating a log-in time of the operator; 

collecting respective log-in times for each user; 

and 

calculating an amount of charge billed in ac- 
cordance with a total sum of log-in time added 
for each user. 

A call center commissioned-service charge billing 
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35 


40 


45 


50 


55 


method for billing a charge to one or more users 
commissioning a call center service, comprising the 
steps of: 

setting a number of contracted operators for a 

commissioned call center service in response 

to a request of the user; 

calculating a number of effective connections 

through which the operators have succeeded 

in contacting with a customer; 

collecting respective number of times of contact 

for each user; and 

calculating an amount of charge billed in ac- 
cordance with a total number of contacts added 
for each user. 

The call center commissioned-service charge bill- 
ing method according to claim 2, wherein the effec- 
tive connection is defined as a call with a customer 
for a predetermined period of time or more. 

The call center commissioned-service charge bill- 
ing method according to claim 3, wherein a period 
of time for a connection is measured to determine 
automatically whether or not the connection is an 
effective connection. 

The call center commissioned-service charge bill- 
ing method according to claim 2, wherein the effec- 
tive connection is defined as a call when an address 
and name of a customer are obtained. 

The call center commissioned-service charge bill- 
ing method according to claim 5, wherein a call is 
determined automatically as an effective connec- 
tion when an operator has entered the address and 
name of a customer into a computer. 

The call center commissioned-service charge bill- 
ing method according to claim 2, wherein a call is 
determined automatically as the effective connec- 
tion when an operator has entered an address and 
name of a customer related to an order for a mer- 
chandize into a computer. 

A call center commissioned-service charge billing 
system for billing a charge to one or more users 
commissioning a call center service, comprising: 

means for setting a number of contracted oper- 
ators for a commissioned call center service in 
response to a request of the user; 
means for calculating a log-in time of the oper- 
ator; 

means for collecting respective log-in times for 
each user; and 

means for calculating an amount of charge 
billed in accordance with a total sum of log-in 
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time added for each user. 

9. A call center commissioned-service charge billing 
system for billing a charge to one or more users 
commissioning a call center service, comprising: 5 

means for setting a number of contracted oper- 
ators for a commissioned call center service in 
response to a request of the user; 
means for calculating a number of effective 10 
connections through which the operators have 
succeeded in contacting with a customer; 
means for collecting respective number of 
times of contact for each user; and 
means for calculating an amount of charge 15 
billed in accordance with a total number of con- 
tacts added for each user. 

10. A computer readable storage medium having a 
computer program stored thereon for implementing 20 
the call center commissioned-service charge billing 
system according to claim 8 or 9. 


25 


30 


35 


40 


45 


50 


55 


9 


EP 


1 274 219 A1 



10 


EP 1 274 219 A1 



11 


EP 1 274 219 A1 



12 


EP 1 274 219 A1 



EP1 274 219 A1 



14 


EP 1 274 219 A1 


FIG.6 


OPERATOR 
NUMBER SETTING 
CONTROL UNIT. 


1 

r 

SET THE NUMBER OF OPERATORS 
AT EACH SITE 


r 


c 


END 


) 


FIG.7 


OPERATOR NUMBER MANAGEMENT TABLE 
(MANAGED FOR EACH SITE) 


SITE NUMBER 

NUMBER OF 
OPERATORS 

1 

,N 


15 


EP 1 274 219 A1 


FIG.8 


LOG-IN TIME 
COLLECTING 
.CONTROL UNIT 


READ THE NUMBER OF 
OPERATORS (N) 


INITIALIZE 


I 


MANAGEMENT TABLE 


HE LOG-IN 


-no 


-112 


HAVE 

UPPER-CLASS PROGRAM" 

^BEEN COMPLETE 

? 

"no 


YES 


( END ) 


ACQUIRE ELECTRONIC MESSAGE 
1 FROM THE CTI CONTROL DEVICE 


•116 



YES 


IDENTIFY THE RECORD IN THE LOG-IN 
TIME MANAGEMENT CABLE FROM THE 
SITE NUMBER AND OPERATOR ID 


J 


REGISTER LOG-IN TIME WITH THE 
LOG-IN TIME MANAGEMENT TABLE 


REGISTER THE RECORD IN THE LOG-IN 
TIME MANAGEMENT CABLE FROM THE 
SITE NUMBER AND OPERATOR ID 


± 


CALCULATE LOG-IN TIME AND SET IT 
TO THE LOG-IN TIME MANAGEMENT 
TABLE 


16 


EP 1 274 219 A1 


CD 


CO 

X 

UJ 

o 


Q 

UJ 

3 


y 

ad 


UJ 


a 
< 

< 


LU 


I 

o 
o 


LOG-IN TIME 
(MINUTE) 

o 

CO 

•>» 

o 

• 
• 

1 

O 
CNJ 

LOG-IN TIME 
OF DAY 

9:00 

10:00 

• 

9:00 






CAMPA 
IDENTIF 

CL 

a. 

• 

CO 

o 





CAMPAIGN 

CAMP 1 

CAMP 1 

■ 

CAMP 2 

Q 





OPERATOR 

a. 

O 

CNJ 
CL 

o 


CL 
O 

NUMBER 





SITE 






17 


EP 1 274 219 A1 


FIG.10 


CTI CONTROL 

DEVICE - CHARGE BILLING DEVICE 

SITE NUMBER 

OPERATOR ID 

ELECTRONIC 
MESSAGE 
IDENTIFIER 

CAMPAIGN ID 

CAMPAIGN 
IDENTIFIER 


IDENTIFICATION 


2 : LOG-OFF 


CAMPAIGN P: PREDICTIVE 
IDENTIFIER A : PREVIEW 
I : INBOUND 
B : BLEND 


p|Q -J -J CHARGE BILLING DEVICE - CTI CONT ROL DEVICE 


OPERATOR ID 


RESULT CODE 
(OK:O.NG:-1) 


FIG.12 

LOG-IN TIME 
COMPUTING 
CONTROL UNIT 


| READ THE NUMBER OF SITES (M) [ --152 

158 


THE NUMBER 
.OF TIMES OF LOOPING > M 


YES 


CALCULATE LOG-IN TIME PER 
DAY AND MONTH FOR EACH SITE 


-160 


CALCULATE LOG-IN TIME PER 
MONTH FOR EACH OPERATOR 


162 


FIG. 13 


SITE NUMBER MANAGEMENT TABLE 


NUMBER OF SITES 


M 


18 


EP1 274 219 A1 


FIG.14 


/ BILLED SERVICE 
(CHARGE COMPUTING 
V DE VICE 


REAP THE NUMBER OF , SITES (M) 


READ THE CAMPAIGN-BY-CAMPAIGN 
BILLED AMOUNT TABLE 


-172 


-174 


NUMBER 
_OF TIMES OF LOOPING > M. 
? 

"NO 


YES 


CALCULATE BILLED AMOUNT PER 
DAY AND MONTH F OR EACH SITE 

\ 


CALCULATE BILLED AMOUNT PER 
MONTH FOR EACH OPERATOR 


-180 


-182 


( END ) 


FIG.15 

CAMPAIGN-BY-CAMPAIGN BILLED AMOUNT TABLE 


TYPE OF CAMPAIGN 

THE AMOUNT BILLED FOR ONE HOUR LOGGED 
IN BY ONE OPERATOR (JAPANESE YEN) 

PREDICTIVE 

100 

PREVIEW 

50 

INBOUND 

20 

BLEND 

100 


19 


EP 1 274 219 A1 

h 



20 


EP1 274 219 A1 


O 


o 
o 

OO 


o 
o 

00 


o 
o 


o 

CO 


Q 

LU 

I 

CO 


o 
o 

CO 


o 

LU 
CL 


QQ 


o 


o 
_J 

CO 

UJ 
CL_ 

O 

i 

>- 

CD < 
I 

cn qi 
OO 

< < 

cr a: 

LU UJ 
CL CL 
OO 


o 
o 


< 

CL 
< 

o 


UJ 


Z> 
O 

CO 


o 


UJ 

> 

LU 
CC 
□L 


UJ 

> 

LU 

a: 

CL 


O 

o 
oo 


o 
o 

OO 


s 

UJ 

o 

> 
cr 

LU 

oo 


o 
o 
o 

CVJ 


CO 
LU 
LL 


O 
O 

o 

CM 
CM 

00 
LU 
LL 


o 

Q 
O 
CM 

CM 

CO 


o 
o 
o 

CM 

CD 
CM 

CO 
LU 


21 


EP1 274 219 A1 


•FIG/I 8 

T20 i 



0 200 400 BOO 800 1000 1200 
NUMBER OF OPERATORS 


FIG.19 


NUMBER OF 
OPERATORS 

AMOUNT BILLED 
FOR ONE OPERATOR 

5 

98 

10 

96 

50 

78 

100 

SI 

ISO 

48 

200 

37 

250 | 

29 

300 

23 

350 

18 

400 

14 

450 

11 

500 

S 

600 

s 

700 

4 

800 

2 

900 

2 

1000 

1 


22 


EP1 274 219 A1 


INTERNATIONAL SEARCH REPORT 

International application No. 

PCT/JPOO/04924 

A. CLASSIFICATION OF SUBJECT MATTER 

Int. CI 7 H04M3/51, G06F17/60 


According to International Patent Classification (IPC) or to both national classification and IPC 

B. FIELDS SEARCHED 


Minimum documentation searched (classification system followed by classification symbols) 
Int .CI 7 H04M3/42-3/58 
Int. CI 7 G06F17/60 


Documentation searched other than minimum documentation to the extent that such documents are included in the fields searched 
Kckai Jitsuyo Shinan Koho 1971-2000 _ Jitsuyo Shinan Toroku Koho 1971-2000 
Jitsuyo Shinan Koho 1926-1996 Toroku Jitsuyo Shinan Koho 1971-2000 

Electronic data base consulted during the international search (name of data base and, where practicable, search terms used) 


C. DOCUMENTS CONSIDERED TO BE RELEVANT 


Category* 

Citation of document, with indication, where appropriate, of the relevant passages 

Relevant to claim No. 

Y 
A 

"Tokushuu; Simple, Slim, Saving Outsourcing de 3S 

Tsuikyuu" , Gekkan Ryuutsuu Networking, No. 124, 

25 May, 1999 (25.05.99), pp. 33-36 

esp. , p. 35, "In-house kara Outsourcing e% 

1,8,10 
2-7,9 

Y 

EP, 0606719, Al (AT&T Corp.), 
2 0' July, 1994 (20.07.94), 
Column 3, lines 30-44 

& JP, 06-261129, A & US, 5499291, A 
& DE, 69321699, C 

1,8 

A 

US, 5799077, A (Fujitsu Limited), 
25 August, 1998 (25.08.98), 
column 7, lines 25-35 
& JP, 08-046699, A 

2-4 

A 

JP, 09-252351, A (Toshiba Corporation), 
22 September, 1997 (22.09.97), 
Par. No. [004 4] (Family: none) 

5-7 


f I "Further documents are listed in the continuation of Box C. Q See patent family annex. 


"P" 


Special categories of cited documents: 

document defining the general stale of the an which is not 

considered to be of particular relevance 

eorlier document but published on or after the international filing 
date 

document which may throw doubts on priority claim(s) or which is 
cited to establish the publication date of another citation cr nthe; 
special reason (as specified) 

document referring to an oral disclosure, use, exhibition or other 
means 

document published prior to the international filing dote but later 


"T" later document published after the international filing date or 

priority dote and not in conflict with the application but cited to 
understand the principle or theory underlying the invention 

"X" document of particular relevance; the claimed invention cannot be 
considered novel or cannot be considered Id involve an inventive 
step when the document is taken alone 

"Y™ document of particular relevance; the claimed invention cannot be 
considered io involve an invenlive step when the document is 
combined with one or more other such documents, such 
combination being obvious to a person skilled in the art 

"&" document member of the same patent family 


Date of the actual completion of the international search 
18 September, 2000 (18.09.00} 

Date of mailing of the international search report 
03 October, 2000 (03.10.00) 

Name and mailing address of the ISA/ 

Japanese Patent Office 

Facsimile No 

Authorized oft "ice j 

Telephone No. j 


Form PCTASA/2 10 (second sheet) (July 1992) 


23 


THIS PAGE BLANK (uspto> 


